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Microsoft's Microsoft Windows NT and Microsoft Exchange, Lotus 
Development's Lotus Notes, Metalnfo's Metalnfo's Sendmaii with POP3 for 
Windows NT, and Alt-N Software's MDaemon (available from Deerfield.com) are 
products highlighted in a discussion of the current status of affordable 
Windows NT-based e-mail and of NT-UNIX integration methods available. Users 
have to continue integration strategies beyond the server. For example 
incremental and one-shot methods can be used, but an enterprisewide e-mail 
client is recommended. The version of Microsoft's Microsoft Outlook bundled 
with Office 97 is very troublesome for integrating UNIX and Windows NT 
e-mail systems, because it is very big, slow, and bug-ridden. Outlook 
messed up the mail transport on one tester's Windows NT systems so that no 
application could send or read e-mail. Help -desk staff have begun 
adding the question , *Are you running Outlook?' to their standard 
questions to users with e-mail problems. However, Outlook Express is much 
better and supports Internet Mail and Outlook. Windows NT has no e-mail 
strategy, with no particular place in the operating system where all user 
mailboxes are retained. E-mail clients always use POP or IMAP to retrieve 
mail, but cannot open a local text file as UNIX can. 
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Microsoft may be releasing a multimedia help-desk aopiication that would be 
accessible online to customers. The service would use an enhanced 300 
numoer service from AT&T. The AT&T service would enable help desk 
personnel to walk customers through questions and oroblems with enhanced 
•uultimeaia. Customers calling in could view imaces and videos, while 
simultaneously discussing the support issue with the helo des> -tarf 



Vr.irty c zr.er companies z zes Microsoft are ce ca :estinc .e AT&T service, 
is a possible means to restructure their help desk applications. 
Applications written to Novell's or Micrcsof t ' s telephony APIs will work 
with the service. Callers would need a whiteboard software and an ISDN link 
to access the network. 
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Help desk systems are often used to assist hotline operators, to help 
callers who need immediate assistance. An Al-based helpdesk can generate 
questions to guide the operator through troubleshooting logic, and find 
the cause of the caller's problem. Inference's CBR Express is used to build 
a case-based application, to automate diagnosis and solution- finding . 
Software Artistry' s Expert Advisor is used for an in-house support desk, 
and the streamlined staff uses the system to resolve 80 percent of problems 
on the first call. Some other intelligent help desk systems include Emerald 
Intelligence's Mahogany Help Desk system, which offers a graphical user 
interface to let the helpdesk staff describe symptoms and solutions 
graphically in a tree diagram. Sai Software's Hi-Life is a LAN-based 
application, which identifies and tracks calls with an automated 
requisition system for new equipment. 
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...it has substantial server-side hardware requirements; they include at 
least 1GB of disk space and 128MB of RAM. LANdesk provides hardware and 
software inventory, remote control, and software metering. LANdesk' s 
integrated help desk support and remote client control are 
easy-to-use, and the product is easier to install than DMS . Desktop 
Management is rated very good overall, with a complete client management 
toolset for small to mid-sized networks... 
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...Helix's Nuts & Bolts. It sets itself apart from other products by 
expanding manageability through integration with McAfee's service-desk 
suite, which includes a help desk product , Zero Administration Kit, 
and a remote control application. McAfee's Enterprise Client 
Administrator module and PC Medic 97 are provided on one CD-ROM. .Among 
useful features is an undo function... 
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...Vycor include tools for proceeding users* workstations against aberrant 
applications and better integration with software metering and distribution 
software. Other features provided by the robust product include remote 
control, World Wide Web browser-based trouble -ticket maneuvering, SQL 
database support, and knowledge-base diagnosis. However, real-time 
integration of some tools has yet to be added, so on-the-fly inventorying 
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...was constructed from various existing and new code to allow help desk 
representatives to search a database for information about PCs and servers 
and to remotely control or reboot them if needed. Help desk staff can 
also create trouble tickets,, assign the tickets to other staff, and view 
a troubleshooting assistant to obtain help for other workers. The Support 
Center searches the database... 
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...systems with low RAM, because it uses 2MB less of memory than WPS. 
International Software Solutions USA's Remote Services Management 
Professional 3.1b, a remote control product for OS/2, is useful in 
classroom and help desk settings, and for traveling workers who need 
more than the standard set of functions provided by remote access products. 
RSM's easy-to-use, secure... 
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...slow. Salespeople often need more than one connectivity method because 
they travel to different areas. All remote users need remote control 
software, like CloseUp, Timbuktu/Remote , pcAnywhere, or cc:Mail Mobile. 
These products allow help desks to display and control a remote 
user's PC for purposes of troubleshooting, training, or software upgrades. 
Remote access hardware solutions like LANRover provide remote access via 
IPX, AppleTalk, and any. . . 
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Cpis' Support: Express for Saber Software Systems' Saber LAN Workstation 
gives technical support staff powerful, helpful tools for saving time 
curing troubleshooting. The product , an intelligent help desk 
product that links to Saber LAN Workstation's inventor*/, remote zontroi, 
and messaging services, also allows management to evaluate improvements. 
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rielp-desk market seeks suite success — Consolidation fuels one-stop trend 
(Paths of internal help desk and external customer service and support 
vendors are expected to continue converging in 1998) 
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TEXT: 

...lower the cost of solving customer problems. More products are being 
installed on the server, cutting installation costs while allowing 
employees to send and check trouble -ticket status over the Web and 
technicians to resolve those problems by the same means. 

"The Web is a way to get our products out to anybody who needs it... 



8/3, K/2 (Item 2 from file: 9) 

DIALOG (R) File 9: Business & Industry (R) 
(c) 2000 Resp. DB Svcs. All rts . reserv. 

01942572 (USE FORMAT 7 OR 9 FOR FULLTEXT) 
Java Application Remedies Holding Patterns 

(Remedy is introducing Flashboards 2.0, a Java application that lets end 
users and customers view help- desk status via any Web browser) 

InternetWeek, p 43 
September 22, 1997 

DOCUMENT TYPE: Journal ISSN: 0746-8121 (United States) 
LANGUAGE: English RECORD TYPE: Full text ^~ 
WORD COUNT: 534 

. (USE FORMAT 7 OR 9 FOR FULLTEXT) 

(Remedy is introducing Flashboards 2.0, a Java application that lets end 
users and customers view help- desk status via any Web browser) 

ABSTRACT: 

...one of the industry's best-selling help desk software applications, will 
unveil a Java application this week that lets end users and customers view 
help -desk status via any Web browser. The Java client in Remedy f s 
Flashboards 2.0 lets users monitor help desk response times to support 
service-level agreements, or simply to... 

TEXT: 

...one of the industry's best-selling help desk software applications, will 
unveil a Java application this week that lets end users and customers view 
help -desk status via any Web browser. 

The Java client in Remedy's Flashboards 2.0 lets users monitor help desk 
response times to support service-level agreements, or simply to... 
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